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Entrance CounselingEntrance Counseling

/

http://www.ed.gov/DirectLoanhttp://www.ed.gov/DirectLoan



Student’s ViewStudent’s View

n Sign in:
– FSA PIN or
– SSN, DOB and Name

n Review tutorial

n Choose school where 
results are sent

n Complete quiz



http:dlenote.ed.govhttp:dlenote.ed.gov

Electronic MPNElectronic MPN



Electronic MPN 
Statistics
Electronic MPN 
Statistics

n Number of schools participating
– 396

n Total number of electronic p-notes
– From July 1, 2001 to July 10, 2002
– 84,784

n Winner of the 2001 Government 
Technology Leadership Award from 
Government Executive Magazine



Paper vs E-MPNsPaper vs E-MPNs
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Student’s viewStudent’s view

n Sign in with FSA PIN

n Supply information
– School
– Demographic
– References

n Sign note

n Review note

n Complete process



IssuesIssues

n Setting up Adobe Acrobat to read MPN in Step 8:
– Open the Acrobat Reader application from your desktop 
– Choose File from the top menu bar 
– Choose Preferences from the drop down menu 
– Select General. The General Preferences window will appear 
– Uncheck the box labeled Web Browser Integration 
– Select OK 
– Exit the application

n Instructions can also be found at:
– http://dlenote.ed.gov/whatyouneed.shtml



Loan Origination OnlineLoan Origination Online

http://lo-online.ed.govhttp://lo-online.ed.gov



School’s OptionSchool’s Option

n Electronic P-Note 
– School determines if 

process is used at all
• SFAO completes the 

school options screen on 
LO Online web site

• Messages are limited to 
256 characters

– If E-Signature is used:
• Allow all borrowers to 

complete an E-Note
• Allow only borrowers with 

a valid LO record to 
complete an E-Note

n Entrance Counseling
– Determine format and 

frequency of entrance 
counseling result 
through message class

n Search by:
– Date Range
– Social Security 

Number



Message box must be completed by a CSR at the Loan 
Origination Center.  Text is limited to 256 characters.



Making ChangesMaking Changes

n Ability to change:
– Loans

• Academic Year
• Loan Period
• Loan Amount Approved
• Dependency Status
• Heal Indicator
• College Year
• Disclosure Print Indicator
• P-Note Print Indicator

– Anticipated Disbursements
• Date
• Gross Amount

n Changes made via the 
Web are not 
acknowledged back to 
schools

n Changes are edited same 
as through batch

n Change is displayed 
immediately

n Only change one field at a 
time



DisbursementsDisbursements

n Anticipated Disbursements
– Does not change any actual disbursement information
– If actual disbursements need to be changed, then 

school will need to send through batch or contact the 
LOC 

n Actual disbursements
– LOC customer service reps can make changes for 

2001/2002 and prior
– Must have the supporting documentation



Audit HistoryAudit History

n Users can see what online changes have been 
made to borrower information

n Search by:
– SSN
– Functional Area

• Loan
• People
• Credit Check  
• Disbursement



Servicing AccessServicing Access

n Users will still be able to connect to the 
Direct Loan Servicing site for Schools 
through the LO site.

n For 2003/2004 this functionality will be 
moved to the COD web site.



COD WebCOD Web

http://cod.ed.govhttp://cod.ed.http://cod.ed.govgov



Check here for 
news 

Check here for 
news 



Shows which section you are in

Shows schools you can 
view batches for

Date Range 
search

Batch ID 
search

SSN Search



Shows a 
list of 
batches 
within a 
date 
range



Shows status of all 
records in batch
Shows status of all 
records in batch



Person data on COD system.  Same 
for Direct Loan and Pell
Person data on COD system.  Same 
for Direct Loan and Pell



Shows total awards 
for all schools
Shows total awards 
for all schoolsShows total 

amount disbursed
Shows total 
amount disbursed



Shows all awards for all schools 
by program
Shows all awards for all schools 
by program



Go back to previous pagesGo back to previous pages

Information 
about a loan
Information 
about a loan

Click here to get 
disbursement or 
p-note status

Click here to get 
disbursement or 
p-note status



Review status of 
disbursements
Review status of 
disbursementsFull participants have the 

option of processing actual 
disbursements online

Full participants have the 
option of processing actual 
disbursements online



Disbursement detailDisbursement detail

Click for 
history of 
disbursement

Click for 
history of 
disbursement



Shows history on 
disbursement
Shows history on 
disbursement

Sequence #s over 65 show the 
adjustment was made over the web
Sequence #s over 65 show the 
adjustment was made over the web



Search by OPE ID, Direct Loan 
Code, Pell ID, or COD ID
Search by OPE ID, Direct Loan 
Code, Pell ID, or COD ID

Search for school information, 
including other schools’ contacts
Search for school information, 
including other schools’ contacts



Main contact informationMain contact information

Summary 
of financial 
information

Summary 
of financial 
information



View options for different 
processes in system
View options for different 
processes in system



More 
detailed 
funding 
information.

More 
detailed 
funding 
information.



Shows by program:

•Total dollar amount for awards

•Total dollar amount for actual disbursements

•Total number of recipients for the selected school

Shows by program:

•Total dollar amount for awards

•Total dollar amount for actual disbursements

•Total number of recipients for the selected school



Security Administrators can create 
new users for accessing information 
relating to that school.

Security Administrators can create 
new users for accessing information 
relating to that school.



Security Administrators can create 
messages viewable to other users 
within the school.

Security Administrators can create 
messages viewable to other users 
within the school.



Can send to only 
certain roles or to all 
roles within school

Can send to only 
certain roles or to all 
roles within school



How do I Obtain Access 
to the COD Website
How do I Obtain Access 
to the COD Website

n Identify a Security Administrator for your school
– Responsible for establishing other users within your school
– Reporting/Funding school relationships will automatically 

allow access to other school codes

n Submit Security Administrator Request Letter on 
university or corporate letterhead

n Refer to the COD Website Access Announcement 
on IFAP for detailed instructions
– Updated: COD Website Access for Schools – June 3, 2002
– COD Website Access for Vendors/ 3rd Party Servicers – June 

3, 2003



PresentersPresenters

Direct Loan ServicingDirect Loan Servicing

Dan Hayward
FSA, Students Channel

Cindy Battle
FSA, Students Channel



AgendaAgenda

n Direct Loan Servicing Web Sites
ØSchools
ØBorrowers

n Direct Loan Servicing 
Tomorrow

n Questions and Comments
n Direct Loan Facts and Figures



Direct Loan 
Customer Focus

Direct Loan 
Customer Focus

Schools
www.dl.ed.gov/schools

BorrowersBorrowersBorrowers



*1891 Active Direct Loan Schools

Total Direct Loan Schools

20% of Direct Loan Schools Account 
for 80% of our Portfolio

PopulationCategory

Public
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Proprietary
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Direct Loan School ProfileDirect Loan School Profile



Account Lookup
View live account data for 
students including, balances, 
account status, separation date, 
and more.

Reporting Tools
Exit Counseling Reports
Delinquency Reports
Detail, Summary and 
Borrower History  

Portfolio Reports
Borrower Separation
Borrowers by Repayment Plan
Borrowers by Payment Method
My Portfolio

Email Subscription
Receive email notifications 
when reports available online

DL Servicing 
Resources

Web Site Help
General Information
Contact Us 

Spanish 
Version

School Services OnlineSchool Services Online



School Services Online
Portfolio Reports

School Services Online
Portfolio Reports



School Services Online
My Portfolio Report

School Services Online
My Portfolio Report



School Services Online
Separation Report

School Services Online
Separation Report



School Services Online 
Exit Counseling

School Services Online 
Exit Counseling



Report shows  
borrowers who 
completed 
online.  

School Services Online 
Exit Counseling

School Services Online 
Exit Counseling



Late Stage 
Delinquency Assistance Initiative
Late Stage 
Delinquency Assistance Initiative

n What is it?  
– A partnership between the Direct Loan Servicing Center (DLSC) 

and Schools to reach borrowers who are more than 240 days but 
less than 361 days delinquent.

n How Can Schools Help?
– All schools whether large or small can help in this effort 
– Use the School Web site to “work” your delinquency report
– Help find and counsel students on their rights, benefits and 

responsibilities and help them avoid default

n How Can You Find Out More?

Attend the Late Stage Delinquency Session 
then visit us at our exhibit booth!



School Services Online
Detail Delinquency Report
School Services Online
Detail Delinquency Report

Sort by delinquency 
bucket or cohort year



School Services Online
email Notification

School Services Online
email Notification

1) Sign up on         
the Web site

2) Summary 
report is 
emailed to you 
when report 
becomes 
available online



Direct Loan 
Customer Focus

Direct Loan 
Customer Focus

SchoolsSchoolsSchools

Borrowers
www.dl.ed.gov



5.7 Million Active Borrowers

Borrowers = Students + Parents
As of July 2002

Total Direct Loan Borrowers

Direct Loan Borrower ProfileDirect Loan Borrower Profile

PopulationStatus

In School

In Grace

In Repayment

1,441,580

277,384

3,057,289

In Deferment 590,994

In Forbearance 321,492
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Account Management
Update address
Complete Exit Counseling online 
Change payment options
Interactive deferment and forbearance qualifiers
Online form submission 
Online Advisor - personalized counseling
Online Payment

Question Center
Online information resource for borrowers

Download Forms
Download loan-related forms directly, 
avoiding the time and expense of mailing

Provides 5.7 million borrowers with 
highly secure online services for:

Spanish/English Options
Entire site available in Spanish 

Account Information
View live account data - borrower information, 
account balances, payment history, real time 
payoff quotes, account documents, 1098e 
forms, electronic promissory notes, electronic 
bills and correspondence

Online Advisor
Personalized online loan 
counseling

Borrower Services OnlineBorrower Services Online



Borrower Services Online
Exit Counseling

Borrower Services Online
Exit Counseling

Recent Exit Counseling Enhancements include:

Print Rights and Responsibilities without retaking test

Enroll in EDA while in grace or within 90 days of separation

View Direct and Non-direct Loan data

Request to have results sent to additional schools  

Complete session in its entirety and submit online 
(references, drivers license, and employer information)

Repayment Methods expanded to include electronic 
payment option

A budget calculator



Borrowers are not only 
shown their Direct 
Loan indebtedness but 
their Non-Direct 
information as well.

Borrower Services Online
Exit Counseling

Borrower Services Online
Exit Counseling



Information provided   
is easy to navigate 
and understand

Budget Calculator

Borrowers have the 
tools to make 
informed decisions on 
repayment when 
provided with actual 
payment information 
and a budget 
calculator

Borrower Services Online
Exit Counseling

Borrower Services Online
Exit Counseling



Once the borrower passes the short 
quiz  -- school information is 
captured, address is verified and quiz 
results are recorded.

Borrower Services Online
Exit Counseling

Borrower Services Online
Exit Counseling

All information for 
R&R collected:

• Drivers License 

• References

• Employer



Borrower Services Online
Electronic Bills and Correspondence

Borrower Services Online
Electronic Bills and Correspondence

Free. Convenient. Secure



Borrower Services Online
Repayment Options

Borrower Services Online
Repayment Options

.25% interest rate reduction on EDA



Borrower Services Online
Repayment Options

Borrower Services Online
Repayment Options

Make Payment OnlineMake Payment Online

1) Enter 
banking 
information

2) Schedule payment

3) View or modify payment



Borrower Services Online
Marketing efforts

Borrower Services Online
Marketing efforts

WIN WIN!! SAVING DOLLARS and provides borrowers with 
easy, flexible and convenient services 



Dan HaywardDan Hayward

Direct Loan

Servicing Tomorrow



Borrowers:
ØNew look and feel for Web site 
ØEntrance Counseling
ØCapitalization Calculator 
ØLetter Re-engineering

New Look and Feel for bill
Increased clarity of information 
Reduced number of mailings

Ø1098e Deductibility Changes
Origination Fee and Cap Interest
All (in school) Interest

ØCRM4FSA (Consistent Answers)
ØLate Charges

Direct Loan Servicing 
Tomorrow

Direct Loan Servicing 
Tomorrow



Schools:
ØLate Stage Delinquency Assistance Initiative
ØMore “Focus Groups/School Feedback”
ØAbility to log-into school web site through COD
Ø Improve Exit Counseling materials for high balance 

borrowers

Direct Loan Servicing 
Tomorrow

Direct Loan Servicing 
Tomorrow



Dan HaywardDan Hayward
(202) 377(202) 377--32073207

Email: Dan.Hayward@ed.gov Email: Dan.Hayward@ed.gov 

Cindy BattleCindy Battle
(202) 377(202) 377--32613261

Email: Cynthia.Battle@ed.govEmail: Cynthia.Battle@ed.gov

School ServicesSchool Services
11--888888--877877--76587658

Contact Us…Contact Us…



Marian Smithson
Director of Student Financial Aid

Southern Illinois University
Edwardsville



Entrance CounselingEntrance Counseling

n Online loan counseling has been our 
primary option for nearly three years.

n Award letter information tells student to 
click on link to entrance counseling page 
on our web site.

n Confirmation that counseling is done is 
obtained daily from the LOC site and 
coded on student’s financial aid record.



Entrance Counseling 
(cont’d)
Entrance Counseling 
(cont’d)

n Only a few students each year need an 
alternative to online loan counseling.

n Our wish: ability to download a file from the 
LOC site that could be used to update our 
system.



Exit CounselingExit Counseling

n Exit counseling packets have been 
streamlined.  Basic information is provided 
but now student is directed to online info 
and online counseling.

n Confirmation of exit counseling completion 
is obtained from the Servicing Center site 
and coded in our system.



E-MPNE-MPN

n Stopped printing paper notes last fall.
n Students instructed on award letter to 

complete E-MPN.  Tips provided.
n Icon on our web site links to E-MPN site.
n Text on our entry page advises student 

process will take 45 minutes and note 
cannot be saved to return to later.



E-MPN (cont’d)E-MPN (cont’d)

n All office staff were asked to complete an 
E-MPN so can relate to student’s 
questions.

n Two primary difficulties are --
– incorrect browser (We recommend IE.);
– closing the pdf version of the note while in 

Adobe Acrobat and having to start over 
again. 



E-MPN (cont’d)E-MPN (cont’d)

n Over 1000 students have completed a note 
for 2002-03 so far.

n 79% of the notes were completed online.
n Based on last year, we expect the 

percentage completed online to increase 
closer to the opening of fall term.



E-MPN (cont’d)E-MPN (cont’d)

n Electronic confirmation that the note is 
completed is quick and saves several steps 
for the office.

n E-MPN completion subsequently shows up 
on the student’s origination record. 



PLUS Credit CheckPLUS Credit Check

n PLUS Loan is offered in dependent 
undergraduate aid packages.

n Award letter enclosures include --
– pre-printed PLUS note;
– parent form giving us approval to do credit 

check; and
– parent form giving us approval to credit the 

PLUS to the student’s account.



PLUS Credit Check 
(cont’d)
PLUS Credit Check 
(cont’d)

n Credit check is done by staff when the 
completed PLUS and forms are returned.

n 1100 credit checks for 2002-03 done so 
far (about 15 hours of staff time).

n Credit check decision is coded on the 
student’s loan record.

n If credit check denied, unsubsidized loan 
offered to the student.



PLUS Credit Check 
(cont’d)
PLUS Credit Check 
(cont’d)

n Completed PLUS notes are imaged.
n Electronic Master Promissory Note for 

PLUS will fit with our plans for paperless 
award notification!



NSLDSNSLDS

n Check NSDLS to determine if transfer 
students have received FFEL or DL 
previously (Recommend conservative 
approach - no more than 5 years ago). 

n Waive entrance counseling if info indicates 
FFEL or DL received within appropriate 
timeframe.



Servicing Center SiteServicing Center Site

n Loan history used when talking to 
graduated students.

n Confirmation of exit counseling retrieved 
from this site and coded on student’s 
record in our system.

n Delinquency report information is excellent 
tool for identifying borrowers approaching 
default.



Servicing Center Site 
(cont’d)
Servicing Center Site 
(cont’d)

n Letters sent to students --
– First: 61-120 days delinquent
– Second: 121-180 days delinquent
– Third: 181-270 days delinquent

n Borrowers are tracked in spreadsheet; 50% 
cure rate so far.

n WISH: info on entire cohort.



LOC SiteLOC Site

n Use this site to make corrections to 
individual loan records.

n Track batches through this site when there 
are questions re whether batch received, 
etc.. 

n Will be phased out next year.



finaid@siue.edufinaid@siue.edu

Send us your questions!



Questions or 
Comments?
Questions or 
Comments?



Direct Loan 
Facts and Figures

Direct Loan 
Facts and Figures

As of July 2002 we had:

§ 23.8 million Direct Loans disbursed

§ 5.7 million “active” borrowers

§ $73.6 billion “active” portfolio

§ $103 billion “disbursed” to date

§ 86.6 million payments collected 

§ $21.6 billion dollars collected

§ 503,254 active EDA borrowers



n World-Class Customer Service
Two Servicing Centers (Utica & Bakersfield)

• 1,326 employees – 900 CSRs
• Virtual Call Technology - Single 1-800 Number 

– Schools
• 20 CSRs
• 93,000 calls annually
• 1-888-877-7658

– Borrowers
• Customer contacts

– 7.5 million incoming calls per year
– 6.7 million outbound calls per year
– Send more than 80 million pieces of mail per year
– Image 6.2 million documents per year

Direct Loan 
Facts and Figures

Direct Loan 
Facts and Figures



Facts and Figures
Support for Borrowers

Facts and Figures
Support for Borrowers

n An Award-winning Borrower Web site
– Over 5 Million Web Visits per Year
– Electronic Signatures

• 56,000 deferment and forbearance forms signed 
electronically to date

• eMPN available for viewing and printing

– Electronic Transactions
• 2.7 million forms downloaded to date

• 1.4 million transactions to date (address, due date..)
– Spanish Language
– On-line Advisor


